COMMONWEALTH OF MASSACHUSETTS
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY

RESPONSE OF BAY STATE GAS COMPANY TO THE

FOURTH SET OF INFORMATION REQUESTS FROM THE MASS OIL HEAT

COUNCIL
D.T. E. 05-27

Date: July 16, 2005

Responsible: Stephen H. Bryant, President

Revised Response/Bulk Attachment

MOC-4-5

Response:

With regard to the five separate services offered by the Company’s EP&S
division, please provide the following information:

(a) copies of applicable tariffs;

(b) for the years 2002 to 2005 (to date) the number of customers for each
service;

(c) for the years 2002 to 2005 (to date) the number of customer
complaints received concerning each service. Please describe the notice
of each complaint and the ultimate resolution;

(d) for the years 2002 to 2005 (to date) the number of contractor
complaints received concerning each service. Please describe the nature
of each complaint and the ultimate resolution.

This revised response is submitted as a substitute for the original
response to MOC-04-05, filed July 11, 2005.

(a) There are no applicable tariffs concerning the five separate services
offered by EP&S.

(b) The number of customers for the five services are presented in MOC-
04-05 Attachment (a) — Revised.

(c) The Company maintained no log of complaints from 2002 through
September 2004. The Company began logging complaints for
Guardian Care and Rentals in October 2004. From October 2004
through June 23, there have been 41 complaints related to Guardian
Care, 23 related to Rental Water Heaters, 3 related to Rental
Conversion Burners, and 6 for unspecified rentals. Copies of the
complaints and resolution are attached as Attachment MOC-04-05 (b)
— Revised. The names, phone numbers, addresses, and account
numbers of customers whose complaints were logged have been
redacted to protect their privacy.



Bay State Gas Company’s Response To MOC-4-5
D.T.E. 05-27
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(d) The Company has maintained a log of contractor complaints
regarding the Standards of Conduct since July 1998. There are no
complaints listed from 1998 through 1992, or for 1995. Complaints
from 1993 are listed in Attachment MOC-04-05 (c) — Revised.
Complaints from 1994 are listed in Attachment MOC-04-05 (d) —
Revised. The names, phone numbers, and addresses of contractors
whose complaints were logged have been redacted.



Number of Customers

Bay State Gas Company
D.T.E. 05-27

Attachment MOC-04-05 (a) - Revised

2002 2003 2004 Ytd May

2005

Furnace, Boller and WH instalis
Fee For Service

Annual Inspections

Guardian Care Contracts
Water Heater Rentals

1,312 1,238 1,389
12,757 8,610 6,688
10,804 6,758 11,039
43,315 45,867 48537
36,652 35968 35,000

513
3,384
2,288

48,856
34,443
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Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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ATTACHMENT MOC-04-05 (b)



Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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Guardian Care Customers



Call Back Request

Cail Information:
Date/Time Call Recaived: 10/05/2004°02:54 PM
Specialist: : Loribeth Robinson

Lustomer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

® BSG/NU O NIPSCO O

Reason for Cail:

® Guardian Care O Contracts
{0 G.C. Service Repairs - O Biling
0 G.C. Technical Questions $ Cancellation

O G.C. Rentals/WH CB
0 New Business .
O Cancellation Due ta Shut-0Offs

Issue:
CUST ENROLLED IN GC LAST YR-SAYS NEVER USED AND
DIDNT PAY BECAUSE HE DIDNT WANT IT-WANTS FULL

REFUND

Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
Page 3 of 87

Status: Resalver

CRS




Cail Back Request

Call Information:
Date/Time Call Received: 10/13/2004 01:52 PM
Specialist: Deana Ramstrom

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:

Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
Page 4 of 87

Status: Resolver

Company: o OCRS
Reason for Call:

& Guardian Care @ Contracts

O G.C. Service Repalrs O Billing

O 6.C. Technical Questions O Cancellation

" G.C. Rentals/WH CB
> New Business
O Cancellation Due to Shut-Offs

Issue:

Customer cafled up to sign up for gc, explalned the program

and told her it would be effective in 15 days from today.
Customer said that she needs a service call today. tid her
that there is 2 15 day walting period. Said she calied up
before to 'find out about the program’ no one ever fold her

about the waiting period. Cust mentioned that she catled to

find out prices for a service cali w/out gc and said it was
ridiculous and she wanted to sign up for g¢ to cover her

service call. Told her usually when the custemer signs up we

tell them about the 15 day waiting period,




Bay State Gas Company
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Attachment MOC-04-05 (b) - Revised
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Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
Page 6 of 87

Call Back Request

Status: Resolver
Call Information:
Date/Time Cali Received: 10/18/2004 08:07 AM
Specialist: Alex Patrosino

Customer Information:
Customer Nama:
Customer Phone:
Customer Account Number: GG
Company: @ BSG/NU O'NIPSCO O CRS

Reason for Call:
@ Guardian Care #® Contracts
> G.C. Service Repairs O Billing
(O G.C. Technica! Questions O Canceliation

(3 G.C. Rentals/WH CB
) New Business
O Canceliation Due to Shut-Offs

Issue:
upset that she wasn't offered to continue GC when her two
year free warranty expired, wouid have taken it. Customer
was on Excel spreadsheet to receive letter. now that she has a
probiem doesn't want to wait for 15 day waiting period,




Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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Call Back Request

Status: Resolva
Cafl Information:
Date/Time Call Received: 10/25/2004 12:11 PM
Specialist: iiam Needham

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number;

Company: b BSG/NU O NIPSCO O CRS
Reason for Call:

@ Guardian Care O Contracts

O G.C. Service Repairs @ Billing

) G.C. Technical Questions O Canceliation

(3 G.C. Rentals/WH CB
3 New Business
(O Canceilation Due to Shut-Offs

issue:
Mr. Hermans has had guardian care for a number of years.
Customer says has had a Sears furnace the whole time.
Wondering why he paid for a plan when he wasn't even
covered., Wants an explanation as to how this happened. He
did have an adjustiment for previous years G/C and sorme
service charges. But he says he thought aboul it and thinks
he deserves more than that, :




Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
Page 9 of 87

Caill Back Request

Status: Resolve
Call Information:
Date/Time Call Recelved: 10/26/2004 12:14 PM
Specialist: Paul Kady

Customer Information:
Customer Name:
Customaer Phone:
Customer Account Number:

Company: # 35G/NU O NIPSCO O CRS
Reason for Call:

@ Guardian Care @® Contracis

O G.C. Service Repairs : O Billing

O G.C, Technical Questions O Cancellation

O G.C. Rentals/WH CB
) New Business :
() Cancellation Due to Shut-Offs

Issue:

’nherited house when mother passed away. He took
over old bills as well. Making effort to pay. Heat sys has
nroblems currently. Has high bal and no gc. Mother had gc till
172003, feels gc should continue on his acct b/c he has

made effort to pay bills. [ adv him that he would need to have
current bilis pd to 0 bal for one yr to qualify for gc. Cst upset
h/c can't afford to pay for repairs to hh, This guy said he is &
housing inspector in springfield. He wants a supervisor to call
nim and approve gc on his acct,




Bay State Gas Company
D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised

Cali Back Request

Call Information:
Date/Time Call Recgived: 10/26/2004 01:05 PM
Specialist: ‘ Leigh Elliott

Customer Information:
Customer Name:
Customer Phane:
Customer Account Number:

Company: ® BSG/NU O NIPSCO O CRS
Reasan for Call:

@& GCuardian Care @ Contracts

O G.C. Service Repairs O Billing

O G.C, Technical Questions O Cancellation

O G.C. Rentals/wWhH CB
O New Business
O Caneellation Due to Shui-Offs

issues

hcaiied to schedule an annual inspection, 1 informed
her due te the time of year we can no longer accept anymare
annual inpspections. She felt that an annual inspection was
part of her guardian care contract, 1 explained that it was not,
but that we did however offer a discount on inspections during
the summer period May-August to guardian care customers.
She became irate. Customer stated there was a recent
expiosion in her town when someone turned on their gas
heating systerm and she was afraid to turn herson, I offered
her a biliable service call since this was not something that
wouid be covered by guardian care. I aiso offered her the list
of independent contractors to schedule an inspection with
them if she chose. Cust asked for supervisor.

Page 10 of 87

Status: Resolvel




Bay State Gas Company 1
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Attachment MOC-04-05 (b) - Revised
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Bay State Gas Company
D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised

Call Back Request

¢aii Information:
Date/Time Call Received: 11/61/2004 08:33 AM
Specialist: Liam Needham

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:

Company: ® BSG/NU U NIPSCO O CRS

Reason for Cail:
& Guardian Care ( Contracts
O G.C. Service Repairs & Biiling
3 G.C. Technical Questions (O Canceliation

3 G.C, Rentats/WH CB
{3 New Business
(r Cancellation Due to Shut-Offs

issue:
Customer wanted guardian care to remain on rentai property
on Informed her that prop is still covered,
Cust as n't on the same bill, told her I would

transfer to one account. Cust asked why 2 accounts were sg
close ($98 & $94) told her it was some gas + monthly
guardian care & just coincidence, Cust said I was not
explaining ctearly, requested supervisor,

Page 12 of 87

Status: Resolva




Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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Call Back Request

Status: Resoived -
tall Information:
Date/Time Call Received: 11/05/2004 10:30 AM
Specialist: Leigh Elliott

' Customer Information:
Customer Name:

Customer Phone:

Customer Account Number:

Company: " ® BSG/NU O NIPSCO O CRS
Reason for Caltz. -

@ Guardian Care O Contracts

(G G.C, Satvice Repairs O Billing

(O G.C. Technical Questions @ Canceilation

) G.C. Rentals/WH CB
> New Business
O Cancellation Due to Shut-Offs

Issue:

Customer will be having his heating system replaced next
week and wants to have GC cancelled, it just renewed
9/22/04. Cust has had 2 svc calls w/us on the GC plan in
October 2004. 1 explained to him that we wilt not be
refunding any $ to him since he did use the plan. I also
expiained we can either charge him for the service calis that

. he has had this year, or he will need to pay for the GC
contract 9/04-10/05. Cust said this was outrageous and
unfair. He then demanded a call back from a supervisor,




Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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Call Back Request

Status:! Resolver
¢all Information:
Date/Time Call Received: 11/22/2004 11:36 AM
Specialist: i.eigh Elliott

Customer Information:
Customer Name:
Customer Phone:
Castamer Account Number:

Company: '@ BSG/NU O NIPSCO O CRS
Reason for Cally :
: & Guardian Care @ Contracts

() G.C. Service Repairs O Bllling

(3 G.C. Technical Questions O Canceliation

O G.C. Rentais/WH CB
) New Business
O Cancellation Due to Shut-Offs -

Issue:
Call was transferred to me from the call center, the customer
was asking the call center rep to be transferred to EP&S to
speak to Alex. Cust is irate because she cannot have GC w/us
anymore (customer had 60+ service calls on the GC plan).
Please see notes on accet for more info, Customer would like a
call back ASAP and to please call today, cust said will be
‘going 1o the state about this'. Cust was swearing, and is very
upset,
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D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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Call Back Request

Status: Resolver
Call Information:
Date/Time Call Received: 11/29/2004 11:30 AM
Specialist: Kristina Katsonls

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:

Company: '® BSG/NU O NIPSCO (O CRS
Reason for Caill:

& Guardian Care (J Contracts

O G.C. Service Repairs C Billing

3 5.C. Technical Questions @ Cancellation

O G.C. Rentals/WH CB
) New Business
O Canceliztion Due to Shut-0Offs

Issue:
as screaming and swearing because we won't go out

ere for guardian care service calls, I explained and went
over dates of service calls over the years. She screamed and
said it's been 4 years and how could we treat a sick elderly
woman this way. She said she was going to call the
authorities again and I told her that if she felt she needed to
do that, to call them, She accused me of sticking up for
"them". She insisted on talking to someone so I told her that I
would get this to a supervisor and someone would get back to
her.
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Attachment MOC-04-05 (b) - Revised
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Call Back Request

Status: Resolvet
Calf Information:
Date/Time Call Received: 11/29/2004 G3:42 PM
Specialist: Ryan Hodsdon

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

® BSG/NU O NIPSCO O CRS

Reason for Caill:

® Guardian Care - O Contracts
 G.C. Service Repairs O Biliing
O G.C. Technical Questions @ Cancellation

) G.C. Rentals/WH CB
O New Business
 Cancellation Due to Shut-Offs

Issue:
Customer was delinquent on bill last year and gc was not
renewed. Customer claims that he never received letter
(although he does admit he received gas shut-off notices) and
dign't notice that he hasn’t been getting billed for gc for the
past ten months. Had service call on 11/27 and was billed for
it. He believed that he was stili covered under gc, Wants to

have charge for service call removed from bill and have gc
reinstated.




Bay State Gas Company
D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised

Call Back Request

Cail Informatien:
Date/Time Call Recelved: 11/29/2004 03:42 PM
Speciatist: Ryan Hodsdon

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:

Company: (0 CRS
Reason for Cali:

@ Guardian Care O Contracts

O G.C. Service Repairs > Billing

() G.C. Technical Questions ® Cancellation

O G.C. Rentals/WH CB
r New Business
(3 Canceliation Due to Shut-0ffs

Issue:
Customer was delinquant on bill last year and gc was not
renewed, Customer claims that he never received letter
(aithough he does admit he received gas shut-off notices) and
didn't notice that he hasn't been getting bilied for gc for the
past ten months, Had service call on 11/27 and was billed for
it. He believed that he was still covered under gc, Wants to

have charge for service cail removed from bill and have gc
reinstated.

Page 17 of 87

Status: Resolve:
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Attachment MOC-04-05 (b) - Revised
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Call Back Regquest

Status: Resolver
Call Information:
Date/Time Call Received: 12/08/2004 03:13 PM
Specialist: Kristina Katsonis

Customer Information:
Custorner Name:
Custemer Phone:
Custormer Account Number:
Campany:

® BSG/NU O NIPSCO O CRS

Reason for Call:

@ Guardian Care O Contracts
(> G.C. Service Repairs & 3illing
(C G.C. Technical Questions O Canceilation

73 G.C. Rentals/WH CB
C» new Business
Oy Canceflation Due to Shut-Offs

Issue; o

as told that her gc was past due, $145.35 and that
when she paid it we would do a service call. She paid that
amount and now her bill is still saying she’s past due. She
said she just paid $96.02 for more past due gc and her bill is
still saying she's past due. I explained how the payments get
applied and that if this was on a separate account then tha
amount she paid would be applied to the gcif it were on a
separate account. She's exirememly upset. Nothing I said
‘could appease her. She wants to speak with 2 manager.

‘Resolved Date: . 1270872004 03:44 PM

Resolved By: Alex Petrosino
Reselution: :

cafled customer and explained how all:

edto.gas .
p ".

ney from gc. '
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Attachment MOC-04-05 (b) - Revised
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Call Back Reguest

Status: Resolval
Cal{ Information:
Date/Time Call Receivad: 12/14/2004 08:10 AM
Specialist: Leigh Efiiott

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

@ BSG/NU O NIPSCO O CRS

Reason for Call:

@ Guardian Care @ Contracts
O G.C. Service Repairs O Billing
3 G.C. Technical Questlons > Canceliation

(O G.C. Rentals/WH CB
O New Business
73 Cancellation Due to Shut-Offs

Issye:
cei rhis am, would like to know 1f we can change the
day his gc becomes eff, it will be eff. on 12/16
and cust needs sve call now. expld we can do sve
call but it will be billable. sust feels that
since he has bheen a cust for a long time we should
waive the 15 day wait. cust would like call back
from supervisor




Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised

Call Back Request

Call Information:

Date/Time Call Received: 12/20/2004 04:42 PM
Specialist: Liam Needham

Customer Information:

Customer Name:
Custorner Phone:
Customer Account Number:
Company:

) BSG/NU () NIPSCO O CRS

Reason for Cali:

@ Guardian Care O Contracts
) G.C. Service Repairs ® Billing
O G.C. Technical Questions (O Cancellation

Ty G.C. Rentals/WH CB
O New Business
) Canceliation Due to Shut-0Offs

Issue:

Notes from previous call:

SAYS CALLED LAST YEAR FOR ALL GUARDIAN
CARES TO BE CXLD. WAS BILLED FCOR ALL 7 G/C'S8 &
CONTRACTS HAVE SINCE COMPLETED. SAID BSG DIDN'T DO
ANVTHING PREVIOUS YEBR & HE PREFERS TO CALL OWN
SLUMBER. FORWARDED IWFO TO ALEX FOR RESOLUTION.
Although there are nc notes saying he wanted to
cancel prior to 1 week gga, we gave credits on all
guardian except for 1 @ R i
where there wag OLE SET ; T iy 0
TO he feels he shouldn't have to pay $110 88
for TI g/c plan. Told him I already spoke to

superviscr & thig was best I could do. Reguested &
zall hack from gupervisor.

Page 20 of 87

Status: Resolvet




Bay State Gas Company
D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised

Call Back Request

Cail Information:
Date/Time Call Received: 12/20/2004 04:42 PM
Specialist: Liam Needham

Customer Information:
Customer Name:
Customer Phone:!
Customer Account Number:
Company:

JNU L NIPSCO O CRS

Reason for Call:

@ Guardian Care (3 Contracts
O G.C. Service Repairs @ Billing
) G.C. Technical Questions () Cancellation

CJ G.C. Rentals/WH CB
> New Business
™ Cancellation Due to Shut-Offs

Issue:

Notes from previous call:
M SAYS CALLED LAST YEAR FOR ALL GUARDIAN

it E CXLD. WAS BILLED FOR ALL 7 G/C'S &
CONTRACTS HAVE SINCE COMPLETED. SAID BEG DIDN'T DO
ANYTHING PREVIOUS YEAR & HE PREFERS TC CALL OWN
PLUMEER. FORWARDED INFO TC ALEX FOR RESQLUTION.
Aﬁthougn there are no netes saying he wanted to
cancel prior te 1 week agg.  we gave o edito on all
wardian except for 1 @ %

ez there was I

he feelg he shouldn't have to pay $110. 8Q

for tnat g/c plan. Told him I already spoke to
supervisor & this was best I could do. Requested a
call back from mupervisor.

Page 21 of 87
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D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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Call Back Request

Status: Resolver
Call Information:
Date/Time Call Recaived: 12/27/2004 09:04 AM
Specialist: Ryan Hodsdon

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company.

® 5SG/NU O NIPSCO O CRS

Reason for Call:

@ Guardian Care O Contracts
C G.C. Service Repairs O Billing
O 6.C. Technical Questions - @ Cancellation

(> G.C. Rentals/WH CB
) New Business
O Canceliation Due to Shut-Offs

issue:
Customer upset that we are billing out remainder of contract
for gc. Had service call with muitipte parts installed on
4/7/04, value far above cost of contract, Explained
cancellation policy. Customer has moved and feels that he
should not have to pay. In military, feeis that his orders don't
allow us o collect on contract. Demanded manager. 1f not at
number above, .




Bay State Gas Company
D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised

Call Back Request

Call Information:
Date/Time Call Received: 12/29/2004 02:49 PM
Specialist: Liarm Needham

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number: GGGy
Company: ® BSG/NU O NIPSCO O CRS

Reason for Call:
@ Guardian Care O Contracts
O G.C. Service Repairs ® Billing
O G.C. Technical Questions O Canceliation

) G.C. Rentals/WH CB
O New Businass
O Canceliation Due to Shut-Offs

Tssue:
Customer had guardian care contract that renewed 10/26/04
annual payment. Customer had 3 svc calls in nov & dec, BSG
tech found cracked heat xchanger on last sve cali & cust
purhcased new boiler from bsg. Since she gets 2 free years
g/c, cust wants prorated reimbursement for g/c charges. Told
mer couldn't prorate since she had sve calls. Cust disagrees &
wants to speak to supervisor.

Page 23 of 87

Status: Resolver




Bay State Gas Company
D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised

Call Back Request

Cait Information:
Date/Time Call Recelved: 01/10/2005 09:30 AM
Specialist: Leigh Elliott

Customer Information:
Customer Name:
Customer Phone:
Custormer Account Number: S
Company: ® BSG/NU O NIPSCO O CRS

Reason for Call:
@ Guardian Care @ Contracts
(3 G.C. Service Repairs O Billing
() G.C. Technical Questions O Cancellation

O G.C. Rentals/WH CB
O New Business
O Cancellation Due to Shut-Offs

Issue:
cci - upset because found out her friend is paving
less for her gc plan. her friend is paying $120 and
gets heat and hw cvg and this cust is paying §130
for just heat cvg. expld that the ge rate is frozen
for cust's that have not had a svc call, this cust
hag nad sve calls in 2004 and 2003, cust says that
ahe was not told that we do this when she signed up-
says is senior citizen and does not think this is

fair

Page 24 of 87
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Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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Call Back Request

Status: Resolver
Call Information:

Date/Time Call Received: 01/18/2005 01:08 PM
Specialist: Leigh Elliott

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number: e
Company: ® BSG/NU O NIPSCO O CRS

Reason for Cail:
@ Guardian Care O Contracts
() G.C. Service Repairs O Billing
(> G.C. Technical Questions @ Canceliation

() G.C. Rentals/WH CB
) New Business
3 Canceliation Due to Shut-Offs

Issua:

P!ld in today - he has a svc call sched for today - said

at rep told him it would be a bilfable call. Cust's g¢ ended
3/20/03, for some reason contract did not renaw. {1 could not
find a reason or note supgorting why) Cust upset - would like
GC be reactivated an acct effective today. Issue here also is
poor credit (several sfo notices & high risk). Expld to cust we
will need to send application to him to complete and return
w/payment in full. Gary can be reached at number above
today, his work #.

| ;Rasaiveﬁ Date. R 24_12@@5 05117 AM




Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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Call Back Request

Status; Resolve
Call Information:
Date/Time Call Raceived: 01/20/2005 03:02 PM
Specialist: Leigh Elliott

customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

"® BSG/NU O NIPSCO O CRS

Reason for Call:

@ Guardian Care ® Contracts
» G.C. Service Repairs O Billing
(s G.C. Technical Questions O Canceliation

(3 G.C. Rentals/wr CB
() New Business
3 Cancellation Due to Shut-Dffs

Issue:
Cust wouid like a full refund of the GC plan from time that he
has been on it {since 1/28/03) $256,89. Cust said the only
reason he signad up for GC was because tech that was out in
2002 said that he should sign up for GC and we would replace
a pipe for him - this pipe is on the cutside of the heating
system and scunds like It is & water pipe. Expld to cust we do
not cover water piping. Cust would iike a call back from &
supearvisor, feels this is unfair.

: Resuived Date-:




Bay State Gas Company
D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised

Call Back Reguest

Call Information:
Date/Time Call Received: G2/22/2008 03:07 PM
Specialist: Kristina Katsonis

tustomer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

@ B3G/NU L NIPSCO O CRS

Reason for Cali:

# Guardian Care @® Contracts
) G.C. Service Repairs O Billing
() G.C. Technical Questions O Canceilation

O .C. Rentals/WH CB
r New Businass
O Canceliation Due to Shut-0ffs

Issue:
cst wants to cancel 4 gc contracts that bill monthly. these
renew on 10/18/05. 1 gc had a svc call on 1/24/05. told her
that i couid cance! 3 but this one would either bill out until the
term ends or i could bill her the remalnder of the term OR |
could bill her the service call, she refuses to pay any more on
the gc or pay the service call, demanded to speak to a
supervisor :
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Bay State Gas Company
D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised

Cail Back Request

Call Information:
Date/Time Call Received: 02/23/2005 09:35 AM
‘Specialist: Loribeth Robinson

tustomer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company;

® BSG/NU O NIPSCO O CRS

Reason for Cail:

# Guardian Care O Contracts
O G.C, Service Repairs O Biliing

O G.C. Technical Questions @ Cancellation
> G.C. Rentals/WH CB :

> New Business

O Cancellation Due to Shut-0ffs

issue:
cust says never rcvd deliquent/canceliation letter, although
system shows one was mailed on October...has an overdue
batance of 102, informed him he would need to become
current and if signed up again would need to pay annually.
Wants a deal worked out, not very good payment history
overall '
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Call Back Request

) Status: Resolve:
Call Information:

Date/Time Call Received. 02/24/2005 08:36 AM

Specialist: Loribeth Robinson

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:

Company: @ 83G/NU O NIPSCO O CRS
Reason for Call:
@ Guardian Care O Contracts
-0 G.C. Service Repalrs & Biliing
» G.C. Technical Questions : O Cancellation

) G.C. Rantals/WH CB
> New Business
O Cancellation Due to Shut-Offs

issue:
CUST INSISTS SHE DOES NOT OWE BALANCE DUE ON ACCT,
STATES ERROR WAS MADE ON CUR PART BACK IN AUGUST.
ACCT SEEMS CURRENT, AMOUNT DUE NOW IS FOR JAN AND
FEB, CANNOT SEE PAYMENT FOR JAN. CUST WOULD NOT LET
ME EXPLAIN PAYMENT HISTORY, PLAIN DIDNT WANT TO HEAR
WHAT I HAD TO SAY, INSISTED SUPERVISOR LOOK
INTO, ELDERLY LADY
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Call Back Request

Status: Resoiver
Call Information: .
Date/Time Cali Received: 0370372005 10:46 AM
Spedialist: Liam Needham

Customer Information:
Customer Name:
Customer Phone:
Customer Account Numben
Company:

@ BSG/NU _ NIPSCO O CRS

Reason for Call:

@® Guardian Care & Contracts
() G.C. Service Repairs C Billing
) G.C. Technical Questions ( Cancellation

() G.C. Rentals/WH B
() New Business
(O cancellation Due to Shut-Offs

Customer had service call @] N
3/2/05. Per tech notes: LWCO worked but there was a combo
feed to LWCO that did not work and is not covered under g/c.
Customer feels that this should be covered under g/c plan.
Would like to speak to supervisor,

Resoived Date. 93/03/20053142AM

-Resolved By: ... ‘AlexPetrosine
‘Resolution:

Customer not: happy that auto. ﬂﬂ valveis.nol.covered on steam
‘ systems Customer wxii place cail to M"arty‘-Pou!m:to express her
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Call Back Request

Status: Resolvet

Call Information: '
Date/Time Call Received: 03/03/2005 11:32 AM
Specialist: Kristina Katsonis

Customer Information:
Customer Name:
Customer Fhone’
Customer Account Number:
Company:

Reason for Call:

@ Guardian Care @ Contracts
C G.C. Service Repairs O Billing
(3 G.C. Technical Questions (> Canceliation

O G,C. Rentals/WH CB
C New Business
O) Canceliation Due to Shut-Offs

Issue:
Cst is moving and wants to cancel gc. She's on monthly
pymnt pian, renewable in November. She had a service cali in
January. I told her that she would be responsibie for the
remainder of the gc term or she could be billed for the service
call. She refuses to do either and wants a supervisor
immediately
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Call Back Request

Status: Resoiver
Call Information: .
Date/Time Call Received; 03/07/2005 12:19 PV
Specialist: Laurel Burke

Customar information:
o ~Customer Name:
Customer Phone:
~ Customer Account Number:
Company:

"® BSG/NU O NIPSCO (O CRS

Reason for Call:

@ Guardian Care O Contracts
(O G.C. Service Repairs (> Billing
(% 6.C. Technical Questions #® Canceliation

> 5.C. Rantais/WH CB
) New Business
O Cancellation Due to Shut-Offs

Issue:
CUST WANTED TO CANCEL G/C AND GET A REFUND FOR THE
MONTHS REMAINING-EXPLAINED BECAUSE SHE BAD TWO
SERVICE CALLS THERE WOULD BE NO REFUND. SENT HER
COPY OF TERMS & CONDITIONS AT HER REQUEST. DIDNT
GIVE REASON FOR CANCELLATION-WANTED TO SPEAK TO A
MANAGER, DESELECTED AUTQO RENEWAL SO IT WOULDNT

RENEW,.
Resolved Date: - 03/07/2005 04:30 PM
Resolved ?B'y ‘ Alex Petmsmo ‘

: Resoiutmn o

: calied customer 1éft messaget g tum caii | . '. “ o
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Call Back Request

Status: Resoivet
Cail Information:
Date/Time Call Received: 03/08/2005 C8:10 AM
Specialist: Deana Ramstrom

Customer Information:
Customer Name:
Customer Phene:
Customer Account Number:
Company:

Reason for Call;

@ Guardian Care O Contracts
0 G.C. Service Repairs @ Biiling
{3 G.C. Technical Questions O Cancellation

O G.C. Rentals/WH CB
y New Business
O Cancellation Due to Shut-0Offs

Issua:

Cust called in today about jobbing charges, she has
one g¢ contract and two furnaces and gaid for years
that one contyact has been servicing both furnaces,
she was charged jobbing charges because this
apparently was found out about by the service dept.
cust said she will take out the second furnance,
When discussing the iokbbing charges, I informed her
that she needs to contracts and it is in the terms
in conditions { I will mail today) and she said I
should have kxnown she had two furnances.

ESTABLISHED 03/09%/2005 06:34:20 BY #121566

o7 ARCUT JORBBING CHARGES ON 2/22 202,25 ADVISED C8T
SHE ONLY HAS 1 G/C CONTRACT AND CS8T HaS 2 FURNACES
EXPLATINED TO CST CONTRACT NEEDRED FOR EACE FURNACE
CST UDSET SATD WAS NEVER TOLD THAT // C8T ALSO
CLAIMED RENTING 2 W/H EXPLAINED I SHOW 1 RENTAL
OTHER MIUIST HAVE BEEEN PURCHASED SHE WILL CK WITH MR
// €8T GOING TC CALL SALES ARBCUT COVERAGE EXPLAINED
THEY WOULD BE ABLE TO SIGK CST UP FOR ADDTINAL
CONTRACT
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Attachment MOC-04-05 (b) - Revised

Call Back Request

Call Information:
Date/Time Call Received: 04720/2005 10:23 AM
Specialist: Leigh £iliott

Customer Information:
Customer Name;
Customer Phone!
Customer Account Number: G i
Company: @ BSG/NU U NIPSCO O CRS

Reason for Cali:
@ Guardian Care O Contracts
(O G.C. Service Repairs & Biliing
Ty B.C. Technical Questions (O Cancellation

O G.C. Rentals/WH CB
O New Business
O Canceliation Due to Shut-0Offs

Issue:

-cnd in (daughter of cust*-was
upset because she feeis we did not creait her in full for the GC

that was billed Feb/Mar/Apr. Expld te cust that she was
credited for all three installments, and that the only amount
due is $60.35 the budgel settie up amount for the winter.

insisted that we just did not credit ner enough for GC,
and askad me to credit her for a 4th instaliment, Expld we
did not bill her 4 times, only 3 and all three were credited.
Went over that amount due was budget settie up - cust
hecame angry, asked for supervisor.

Page 35 of 87
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Call Back Request

Status: Resolve:
Call information:
Date/Time Call Received: 04/25/2005 01:34 PM
Specialist: David C Lopez

Customer Information:
Customer Name:
Customer Phone:
Customer Account Numben:
Company:

® BSG/NU O NIPSCO O CRS

Reason for Cali:

& Guardian Care {J Contracts
0 G.C, Service Repairs O Billing
(b G.C. Technical Questions @ Cancellation

{3 G.C. Rentals/WH CB
() New Business
O Canceliation Due to Shut-0ffs

biaims that he had a new furnace instalied 2 years ago by
us {ne record of it). He is looking for reimbursement of the
GC plan because he said it should have been free with the
install. I advised him that the 2 years free only comes if we
performed the install. I could not find that we performed the
install AND there was a repair call on 10/31/2004 so I did not
offer a refund. He would like an explanation and a refund for
the GC plus monthly plan. He also says he originally callad to
cance! the plan on June 17th of [ast year.

Reso!ved Bate, LR 04125{2005 02 47 PM

Resolved Bv R Alex Petmsmo
.Resniutwn. : ‘

‘eldetty cust. had new fumace mstailed 6/04 and send ingc
cancellation notice at that time.: at svc. call:in 10704, téch advised
‘cust, to calt mntractor who" instalied unit to:make repa;rs undrer
warranty agreed to cancel p]an back‘__o 7.5/ 04
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Call Back Request

Status: Resolveat
Call Information:
Date/Time Call Received: 05/04/2005 08:45 AM
Specialist: Ryan Hodsdon

Customer Information:
Customer Namae:
Customer Phone:
Customer Account Number:
Company:t

y BSG/NU O NIPSCO O CRS

teason for Cail:

® Guardian Care i Contracts
(> G.C. Service Repairs (O Billing_
() G.C. Technical Questicns @ Cancellation

) 5.C. Rentals/WH CB
O New Business
O Cancellation Due to Shut-Cffs

Issue:
severely definguent. Wants service call. Told that she has to
pay past due. Insisted that I take off guardian care charges
from bill since I can't give her service call. Cnly home until
10:30 a.m. today and tomorrow,

5/ 4_/2{305 09:16 AM'
‘Afex Petrosine

‘7':Resaived Bate' a
Resolved By
Resolutmn. -
'Spmke to customer, must pay for contract and putstanding bills for
rentals and service calis before we can. prowde semce, atso fals]
y credat for cost fr‘-GC cuskamer h' SO .




Call Back Request

Call Information:
Date/Time Call Received: 05/08/2005 10:42 AM
Specialist: Loribeth Robinson

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:

Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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Status: Resolver

Company: BSG/NU O NIPSCO O CRS
Reason for Call:

@ Guardian Care O Contracts

O G.C. Service Repairs # Billing

O G.C. Technical Questions O Cancellation

O G.C, Rentals/WH CB
O New Business
O Cancellation Due to Shut-0Offs

Issue:

Cust has already spcoke to two reps Dave and ryan about
biliing issues, would iike a supervisor to call her back
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Call Back Request

Status: Resolver
Calf Information:
Date/Time Call Received: 05/05/2005 11:02 AM
Specialist: Liam Needham '

Lystomer Information:
Customer Name:
Customer Phone:
Customer Account Number: SEG_G_g_ e
Company: ® RSG/NU C NIPSCO O CRS

Reason for Call:
@ Guardian Care (O Contracts
C G.C. Service Repairs @ Billing
Cr G.C. Technical Questions G Cancellation
O G.C. Rentals/WH CB
O New Business
O Cancellation Due to Shut-Offs

Issue:
Customer said had flood in home & was "ineligible" for g/c.
Notes from 1/23/05 on acct ask for payment before svc call,

but no notes on ineligibility, Thinks she should be credited for
this.
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Call Back Request

Status:
tall Information:
Date/Time Call Recelved; 05/09/2005 03:12 PM
Specialist; Paul Kady

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

. NU O NIPSCO O CRS

Reason for Cail:

O Guardian Care { Contracts
) G.C. Service Repairs C Billing .
) G.C. Technical Questions @ Cancellation

> G.C. Rentals/WH CB
) New Business
) Cancellation Due to Shut-0Offs

Issue:
longtime gc cst w/poor credit. Cst rambled on & very irate.
Cst upset b/c he clid in for sve call and was told he had to pay
his past due bal, sd cannot afford to pay. But he had a svc call
pd for by bsg in Jan 2005, Cst doesn’t want to pay for gc or
sve cail, Adv cst of the avail options. Cst not satisfied. Helpi!!

Resolved Date: - - 05/09/2005:03:47 PM
Resolved By: 3 - Alex 'Petmsinq ‘
Resuiuhon. ' -

Resobver



Call Back Request

Call Information:
Date/Time Call Received: 05/11/2005 12:37 PM
Specialist: David C Lopez

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

Reason for Call:

@ Suardian Care @ Contracts
) G.C. Service Repairs O Billing
- (O G.C. Technica! Questions ( Cancellation

(& 5.C. Rentals/WH CB
O New Business
O Canceliation Due to Shut-Offs

Issue:
called in and wanted o

inspeaction under the GC plan for . .
I could not find any record or histamegl
COVET, r that address, She lives at]

claims that her bill for GC goes there, but Covers |
The only plan on
side of the duplex who just had an inspection done today.

Bay State Gas Company
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Status: Resolve:

® 5SG/NU O NIPSCO O CRS

s for her sister who lives on tne other

There | verage that I could locate for either address
for th that coveH She says she pays
it annually and has the checkSto prove it

Resolved Dater .
- ‘Resolved'By: . .
" Resolution: ..

ppliance

ewed with: David
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Call Back Request

Status: Resolver
Call Information:
Date/Time Call Receivad: 05/20/2005 10:45 AM
Specialist: Liam Needham

Customer Information:
Customer Name:
Custormer Phone:
Customer Account Number:
Company:

@ BSG/NU O NIPSCO O CRS

Reason for Call:

@ Guardian Care O Contracts
3 G.C. Service Repairs & Billing
() G.C. Technical Questions O Canceliation

™ .C. Rentals/WH CB
O new Business
) Canceliation Due fo Shut-Offs

Issue:
Customer cailad & wants refund for guardian care. Informed
her 1 couldn't issue refund because she had svc call 2/18/C5,

Cust became upset and verbally abusive, Had tc end initial
call with her.

Reso!ved ‘ 'ate- . 95:' 09;2-005 10 24 AM

. ‘Resolved By: .- lex. 'Petrosmo R R
- Resolution:: SR DR R
‘Sent letterte. cust explammg
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Attachment MOC-04-05 (b) - Revised

Call Back Request

Cafi Information:
Date/Time Call Recelved: 06/08/2005 0L:08 PM
Speciaiist: Deana Ramstrom

Customer Information:
Customer Name.
Customer Phone:
Customer Account Number: GGG
Company: ® BSG/NU O NIPSCO O CRS

Reason for Cail:
@ Guardian Care (O Contracts
> G.C. Service Repairs @ Billing
(O G,C. Technical Questions C Canceilation

) G.C. Rentals/WhH CB
7 New Business
> Cancellation Due to Shut-0ffs

Issue:
rSee notes on this acct.. This cust has been calling up and
swearing at reps then hanging up] Customer has two GC
contracts with us. Said she calied up and canceled the g¢
contracts a month ago and is getting a bill. When I checked
the account the previous rep had taken cust off the automatic
renewal because she had called in for service calis for both
properties, [inforned her that we couldnt refund her money
because she used both plans. [ told her I couid either cancel
the gc plans and bitl her for the rest of the year or she could
pay for the service calls. etc. Customer went into freak mode.
Wants to speak to a supervisor RIGHT NOW! When [ told her I
can have one call her back she said that is unacceptable and
screamed "RIGHT NOW!"
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Call Back Request

Status: Resotver
Call Information: ‘
Date/Time Call Received: 06/14/2005 03:03 PM
Specialist: Kristing Katsonis

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company’

BSG/NU O NIPSCO O CRS

Reason for Call:

> Guardian Care @ Contracts
@ G.C. Service Repairs O Billing
) G.C. Technical Questions (> Canceliation

O G.C. Rentals/Wi CB
) New Business
 Cancetlation Due to Shut-0Offs

Issue:
Cst had annual inspection on 6/2. Tech went but neaded a
ladder because system is in attic, told cst they would need to
supply the ladder. Tech came back on the 9th. Cst sald he
needed ancther tech to he!p him with [adder, that it was &
safety hazard to get up to the attic, She said that someocne
was supposed to get back to her but they haven't yet. She
said they stili haven't done the inspection{it shows completed
on her account)She said that if they can't get in to inspect
system then what's the point of her having guardian care,
wanted to talk to a supervisor.

.ﬂ?Resohmd Date. s

6714705 ; _ﬁérred to Sye. Mgn Janet D"Entremom to follow up with

the customer
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Call Back Request

. Status: Resolver
Call Information:

Date/Time Call Recelved: 03/03/2005 04:02 PM

Specialist: Ryan Hodsdon

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company.

BSG/NU O NIPSCO O CRS

Keason for Cail:

{J Guardian Care (O Centracts
@ G.C. Service Repairs Q Billing
() G.C. Technical Questions (O Canceliation

Ty G.C. Rentals/WH CB
> New Business
7y Canceltation Due to Shut-0ffs

Issue:
does not know what jobbing charges for. had 3 separate
technicians out, said no one let her know that they were going
to charge her. Wants to know what charges are for. Wili not
be home between 11 and 2.

Resolution:
/3 placed call &
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Call Back Request

‘ Status: Resclvat :
Call Information: ;
Date/Time Call Received: 04/25/2005 02:31 PM ‘

Specialist: _ Ryan Hodsdan

Customer Information: o i
Customer Name: : ‘
Customer Phone:
Customer Account Number:
Company:

Reason for Call:

(0 Guardian Care O Contracts
® G.C. Service Repairs @ Zilling ' 3
) G.C. Technicat Questions O Cancellation

5 G.C. Rentals/WH CB
) New Business
O Cancellation Due to Shut-0ffs

Issue: : ?
customer seeking "waiver” for service call fee, called on 2/28
and was sent brochure. did net receive card back until 3/15.
informed that there is 15 day waiting period so, even if signed
up over phene on 2/28, would not have had coverage for 3/10
sarvice call. insisted on speaking to manager.

Resolved Da'te' HE "04;'2‘5;2005'6'3"57‘:9;\.&

Resotved: By: '; A1ex Petrosmo .
“Resolution: - '

'. -;.34/25/05 caiied cust ieft message to Fetum can LI




Calil Back Request

€all Information:
Date/Time Call Received: 1170472004 1123 AM
Specialist: ' Liam Needham

Customer Information:
Customer Name:
Customear Phone:
Customer Account Number:
Company:

Reason for Call:

> Guardian Care ' (> Contracts
@® G.C. Service Repairs O Billing
O G.C. Technical Questions O Canceliation

O G,C, Rentals/WH CB
> New Business
3 Cancellation Due to Shut-Offs

Issue:

Customer states BSG was out to property at “
in June to complete turn on for one o1 his tenants.

ays that the tech made mistake and "blew up” his water
heater. Said service & mgmnt personnel there & agreed to

give customer new water heater at no cost. Can't find any
notes on this. Customer was billed buyout of rental at this

Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
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Status: Resolver

NIPSCO O CRS

address & feels he shouldn't have to pay. Sald he was going

to look for ppwk & someone’s biz card that he has. If finds
will call me back. Wants to talk to supv for resolution.




Bay State Gas Company |
D.TE.05-27
Attachment MOC-04-05 (b) - Revised
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|

_Guardian Care

Rental Water Heaters
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Attachment MOC-04-05 (b) - Revised

Call Back Request

call Information:
Date/Time Call Recelved: 01/31/2005 10:13 AM
Specialist: Alex Petrosino

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company: @ BsG/NU O NIPSCO O CRS

feason for Cail:
O Guardian Care
O G.C. Service Repairs
) G.C. Technicai Questions
& G.C. Rentals/WH CB
O New Business
) Cancellation Due to Shut-Gffs

Issue:
Customer spoke to Loribeth about renting a water heater.
Request was denied and call was escalated to Alex. Current
balance is $1440+. Was last current 10/03. Has been out of
work due to disability, Explained toc customer that we cannot
rent her a water heater, GC account has a balance of $151,
told customer it would not renew unless it was paid In full.
Customer insisted on speaking with Director or somebody
higher than me sometime today.
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Call Back Request

- ‘Status: Resolver
Call Information: -
Date/Time Call Received: 12/20/2004 10:24 AM
Specialist: _ Linda Mutray

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number: o
Company: : ® BSG/NU O NIPSCO O CRS

Reason for Cail:
() Guardian Care
> G.C. Service Repairs
O G.C. Technical Questions
& G.C. Rentalg/WH CB
} New Business

Ty

5 Canceliation Due to Shut-Offs

Issue:
cst needs a new water heater. currentiy has rental at 10.50
mo. explained rental rates have changed cstwnts us to
instal! another rental at the same rate because it isn't his fault
our rental stopped working. he feels we should honor the
contract he originally signed. explained prices have changed
and everything has gone up over the years and this is a new
water heater with a new contract cst wnts to speak to
manager

1ber of service
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Call Back Request

Status: Resolve:
£alt Information:
Date/Time Call Received: 10/15/2004 08:10 AM
Specialist: Alex Petrosinc

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

NIPSCO O CRS

Reason for Call:
O Guardian Care
) G.C. Service Repairs
(O G.C. Technical Questions
" @ G.C. Rentals/WH CB
) New Business
7 Cancellation Due to Shut-Offs

Issue:! .
cust. upset that we took from 2/04 to 8/04 to bilt him for
rental wh at prop he sold in 2/04. wants to negoliate

compromise

ResolvedDate: | 10/19/2004 08i13 AN
Resolved By; ~ - ‘AlexPetiosino -

- Resolution:: W etrasino

spoke to-cust.

- ourdelay.
* for§350
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~ Call Back Request

Status: Resolver
Call Information:
Date/Time Call Received: 11/11/2004 12:54 PM
Specialist: Deana Ramstrom

Customer Information:
Customer Name:
Custemer Phone;
Customer Account Number:
Company:

® BSG/NU O NIPSCC O CRS
Reason for Call:

() Guardian Care

- G.C. Service Repairs

> G.C. Technical Questions

@& G.C. Rentals/WH CB

- New Business
) Cancetlation Due to Shut-0ffs

Issue:

Customer has WH batance of 1,035.98 of pastdue wh rentals,
wants to know why the bill was so high. Was told be service
do to buyout. Explained to him that we bilied the buyout of
his wi's because of non payment. Explained several different
times and several different ways, Told me he had over a
miflion dollars and doesnt need us to tell him when to pay his
hills or what to do in life. Customer contunined to be rude
and then reguested supervisor,

Alex Petrosino -

CoResohetion:

Alex called cust. 11/11/04 1:30pm, left message for call back.
customer paid past.-due balance:9-days after buyouts were billed.

cancelled buyouts andreactivated rental -c;'afm?_cractfs onnew CA,

sent letter.of explanation to customer.’ -
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Attachment MOC-04-05 (b) - Revised

Call Back Request

Cz_ﬂl Infarmatlon' :
-Date/Time Cail Recetved 12/02/2004 12:51 PM
Specialist: Laure! Burke '

Customer Enformation:
Customer Name.
Customer Phone:
Customer Account Number:  Eemmssemy _
Company: & BSG/NU O NIPSCO O CRS

Reason for Call:
) Guardiar Care
> G.C. Service Repairs
(O G.C. Technical Questions
# G.C. Rentais/WH CB
O New Business
» Cancellation Due to Shut-Offs

Issue!

Customer couldnt understand why we cancelled her rentais for
non payment. She has $4000.00 baiance. Requested

-Supervisor.
Reseived Date SR 125@3/204@933 AM

Resa!vezi*ay, S Alex Petrosino

ntats. I ;ﬁaﬁy-ment |
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Cail Back Request

tall Information: _ :
Date/Time Call Received: 12/17/2604 02:03 PM
Specialist: : ~ Liam MNeedham

Customer Information:
Customer Name:
Customar Phone:
“Customer Account Number:
Company: @ 25G/NU O NIPSCO O CRS

Reason for Call:

(s Guardian Care

) G.C. Service Repairs

> G.C. Technical Questions

& G.C. Rentals/WH CB

> New Business

) Cancellation Due to Shut-Offs

-

Igsye:

called in said he was double billed for water heater.
Upon further review informed cust he was not double billed for
water heater, but billeg 2 amounts ($11.50 for previous rental
& $14.00 for new rental installed in Nov 2004) on the same
billing cycle. 11.50 billed on 11/10/04 & 14,00 billed on
12/13/04, Informed him not double bilied, just 2 amounts on
the same bill. Customer confused & said his bill made nc
distinction of these dates. Explained biiling cycle, customer
said he didn't know for sure, that he was just taking my word
for it. Wanted supv ‘o call to explain.

11712004 03:01 PM

" Rlex Petrosine .

Customer was charged for both rentals onthe same statement.
after conversion 1171999 postingof rental charges changed. 1
“wouid:credit customer for $11,50 us tax. Lianito.cal

ustomer,
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Call Back Request

Status: Rasolvet
£ail Information:
Date/Time Call Received: 03/14/2005 09:51 AM
“rgpecialist: 7 Leigh Elfiott

Customer Information:
Customer Name!
Customer Fhone:
Customer Account Number:
Company:

® BSG/NU O NIPSCO O CRS

Reason for Calk:

- Guardian Care
) G.C. Service Repairs
) G.C, Technical Questions
@ G.C. Rentais/WH CB
) New Business
(% Cancellation Due to Shut-Offs

Issue:

ccl again today [(mee notes on acct also) when
was out yesterday they were very nonchalant,
she Sald they just did not want to do the work.
they said the tanks they are putting in are 22 inch
diameter and that would not £it in the 20"inech space
she has. she said her hushand came home last night
and instalied a wh and it slid right into the space
and it was a 22inch wh. cust ig furiocus. her in
laws live in bsmt and since wh floocded, in laws have
to move, has damages over $1200 in bsmt now d/t
rental leaking. cust feels very let down that
rental leaked and we could not replace for her,
moetly she is upset about the attitude she got from
cust seeking reimbursement of some kind
from us for her trouble. took march chry off of
cust's rental pill and sched removal of old wh for
today.




cust. sat.
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Call Back Request

. Status: Resolver
Cail Information:
Date/Time Call Received: 03/15/2005 10:56 AM
Specialist: Leigh Elliott

Customer Information:
Customer Name;
Customer Phone:
Customer Account Number:
Company.

@ BSG/NU O NIPSCO O CRS

Reason for Calk:
( Guardian Care
) G.C. Service Repairs
3 G.C. Technical Questions
@ G.C. Rentals/WH CB
() New Business
(O Cancellation Due to Shut-Offs

- Isgye:
CCI originally on'3/7/05 with wh leaking (please see acct for
more notes) was told by rep that this is not a rental wh but
cust had been paying on a rental, sent tech out to verify on
3/14/05. Tech confirms no rental wh here. Cust opted to
replace wh with his own, however cust has been billed for this
rental wh since 2/98 {confirmed with records in springfield)
cust was aiso billed after conversion 12/99 and is still being
bitled now. billing from 2/98-11/99 = 231.65 and billing post
12/99 is 705.92. Total credit due cust is $937.55. Expld to
cust today that we would credit him this money, cust Is now
asking for that credit, plus interest, Expld would need to have
a supervisor review and I would get back to him.

" Resolved Date: . 03/31/200512:07 PM

 Resbdlution: S '

S Re\'{-i_é.weﬁ,‘?wi}th- - We '-Wiﬁ refund the customer the $937.55,
.'hrowg\;tﬁp we will net be _reﬁun_{i}m;g}:i;}‘ rest. called cust and LM for
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asl Alex toreview ~
3/36/05 Alex reviewed with

“a'g'réed',t-:o id’édit $54 in interest

for cust. sat., used simple caic,of 175% per year.
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Call Back Request

Status: Resolver
" call Information:
Date/Time Call Received: 03/30/2005 11:43 AM
Specialist: Paul Kady

Customer Information:
- Customer Name:
Customer Phone:
Customer Account Number:
Company:

DNIPSCO O CRS

Reason for Call:
O Guardian Care
() G.C. Service Repairs
O G.C. Technical Questions
@ G.C. Rentais/WH CB
(O New Business
O Cancellation Due to Shut-0Offs

Issue;

¢l sd sald house and he feels n/o is resp to take over
rwh. Prev note in acct says this cst ¢i and sd n/o refused to
take over rwh but he doesn't want to pay for it. Then he sd
n/o replaced rwh with own but has no proof of this, Cst wants
jobbing chg removed. 1 adv cst chg is valid. Cst'won't accept
that answear. Reg mgr cb,
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Call Back Request

call Information:
. Date/Time Call Received. 04/11/2005 08:19 AM
Specialist: Paul Kady

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

® BSG/NU L NIPSCO O CRS

Reason for Call:
() Guardian Care
(> G.C. Service Repairs
() G.C. Technical Questions
# G.C. Rentals/WH CB
O New Business
(> Cancellation Due to Shut-Offs

Issue:

Cst 'had scheduled rwh removal for 3/7, and had apparently

told bsg rwh would be out in front of garage. Cst husband

ended up working and they didn't put wh outside. When
got there, too much snow in backyard for them to

remove wh thru back axs. declined to go thru house

far removal, Cst upset about $100 trip charge and doasn't

think she should have to pay. Plz call to discuss.

already risined and tank had been'

' would b ..ar‘$ D'tr;p charga etf.. aglreed to can‘ce ‘ch rge :
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Call Back Request

Status: Resolval
Call Information:
Date/Time Call Received: 04/11/2005 01:05 PM
Specialist: Paul Kady

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number: Sl -

Company: @ B3G/NU O NIPSCO O CRS

Reason for Call;
O Guardian Care
3 G.C. Service Rapairs
O G.C. Technical Questions
@ G.C. Rentals/WH CB
O New Business
O Cancellation Due to Shut-Offs

Issue:

m ci on - acct. Adv cstunableto
isclles as sne is not cst of record, She sd she receives bilis for
rental under LL name and pays them, Last pmt made
10/2004. Cst wants pmt arrg for this bill, Adv cst LL resp to

provide wh. She sd she has special arrg with LL where she
pays for rwh, Cst req supervisor. Plz call to discuss.
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Call Back Request

_ Status: Resolver
call Information:
Date/Time Call Recsived: 04/12/2005 03:15 PM
Specialist: Lejgh Elliott

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

U O NIPSCO O CRS

Reason for Call:
> Guardian Care
> G.C. Service Repairs
() G.C. Technical Questions
® G.C. Rentals/WH CB
O New Business
O Cancellation Due to Shut-Offs

Issue:
Has transferred to me from the call center, he is upset
at his rental wh's weare moved to 8 new separate account

2/05 due to the rwh's being overdue, Cust now has a bal. of
$501.42 on the new rental account. Cust is very upset that
he was not told in the time that he was renting the wh's that
4 that was being sent in was not going to his rental account,
he thought that even though he was making a partial pmt,
that some of that $ was being credited to the rentals, I
quoted cust buyouts on wh's as he requested, they wouid be

$526.07 each, Cust reguested to speak to a supervisor, sait
he feit this is unfair.

. 04/13/2005 04:02 PM
. Alex-Petrosing
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Call Back Request

: Status; Resolver
Call Information:

Date/Time Call Received: 05/10/2005 12:46 PM

Specialist: Jane Hillsgrove

Customer Information:
Customer Name:
Customer Phone:
Customer Account Nummber: @ o
Company: ® B5SG/NU O NIPSCO O CRS

Reason for Call:
% Guardian Care
O G.C. Service Repairs
) G.C. Technical Questions
@ G.C. Rentals/WH CB ' j
T New Business ;
() Canceliation Due to Shut-0Offs

Issue: :
PPLUMB WENT OUT 7O DO RR - OF COURSE, QUR
HEEM WH WOULD NOT FIT - SEVERAL ISSUES - DOORWAY
TOC SMALL, WASH MACH WOULD NEED 2B MOVED, & DUCT
WORK FROM FURNACE. CUST HAD CWN CONTRACTOR WHO
DIDN'T HAVE TO MOVE ANYTHING - & SAID THAT A RHEEM
WH WOULD HAVE FIT. CUST BELIEVES WILKINS JUST DIDN'T
WANT TO DO IT - UPSET HAD TO PAY OVER $600 TO

INSTALL. WANTS US TO GO OUT & CHECK MEASUREMENTS,
ETC, LOOKING FOR US TO PAY FOR INSTALL.
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Call Back Request

Status: Resolver
call Information:
Date/Time Call Received: 05/11/2005 04:15 PM
Specialist: Davig C Lopez

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

® BSG/NU O NIPSCO O CRS

Reason for Call:
(O Guardian Care
() 3.C. Service Repairs
{2 G.C. Technical Questions
® G.C. Rentals/wH CB
O New Business
> Canceliation Due to Shut-Offs

Issue:

_ et in for SERSEEE————— .
My ave ! wh's at the address ( .

and have been billed for 3 wh's for 16 years.

-' -‘r:D.s.-f.léa{ﬁ?éa‘;as,i':;az:37'-_.PM fm
- Alex ?'Pei:n_{)‘sino
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Call Back Request

Status: Hesolvel
Catil Information: _
Date/Time Call Received: 0871372005 02:57 PM
Specialist: David C Lopez

Customer Information:
Customer Name:
- Customer Phone:
Customer Account Number:
Company:

# BSG/NU O NIPSCO O CRS

Reason for Cail:

(> Guardian Care

3 G.C. Service Repairs
> G.C. Technical Questions
# G.C. Rentals/WH CB
 New Business

) Cancellation Due to Shut-Offs

Issue:

called in ant the home from her
cousin in 1992 § I She was informed
years |ater that there was a rental wn there that she needed
to be billed for. She said she's repiaced the wh twice on her
own since living there and was never told about any rental
wh. She is trying to get gas turned on, but cannot do so
hecause of the rental wh issue and baiance on account.

Resolved Date: . 06/07/200505:15 PM

Resolved By: . Alex Petrosino. -
rental.charges adjusted. No contractin file.. Water heater listed

wotdd be 27 years old. T'believe it was rempved several years aga.
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-Call Back Request

Status: Resolver
Call Information:
Date/Time Call Received: 05/17/2005 10:51 AM
Specialist: Ryan Hodsdon

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company: @ BSG/NU O NIPSCO O CRS

Reason for Call:
> Guardian Care
(O G.C. Service Repairs
) G.C. Technical Questions
& G.C. Rentals/WH CB
O New Business
O canceliation Due to Shut-Offs

Issue:
ent out for rental replacement on 2/24/05.

Customer was away in Florida. Water heater didn't fit
(Rheem) and they put a hole in a wall in order to get it in.
Shortly thereafter, ti roblem with the heating
system. She called W do that repair. They
installed an expansion tank and charged around $270.
Customer is convinced that the two are related. She wants us

~ to inspect the damage done by_ is
calling customer to arrange for 50mMeone 1o | . 0,

wants Mr, Petrocelli to call her. Customer does not want to
tatk to t all. She is very upset,

.05/18/2005 10:03 AM -
‘Patty Dyer o

spoke w:th contragtor to get detai

¥ an rageto wall to
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Call Back Request

Status: Resoivel
Call Information:
Date/Time Call Received: 05/25/2005 04:14 PM
Specialist: Ryan Hodsdon

Customer Information:
Custorner Name:
Customer Phone:
Customer Account Number:
Company:

® BSG/NU U NIPSCO O CRS

Reason for Cail:
(> Guardian Care
O G.C. Service Repaits
) G.C. Technical Questions
@ G.C. Rentals/WH CB
O New Business
(3 Cancellation Due to Shut-Cffs

Issue:
Alex, you've spoken with this customer before. Looks jike she
had two fioods in the span of a few weeks, We billed her the
buyouts of the water heaters. She's been paying $100 per
month. I think she wants to renegotiate, She feels like she
shouldn't have to pay for the second water heater buyout,




Call Back Request

Call Information:
Date/Time Call Received: 05/31/2005 04:08 PM
Specialist: Loribeth Robinsan

Customer Information:
Customer Name:
Customer Phone:
Customer Account Numbaer:

Bay State Gas Company
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. Status: Resolvet

Company: BSG/NU O NIPSCO O CRS

Reason for Caik:
(O Guardian Care
(O G.C. Service Repairs
3 G.C. Technical Questions
& G.C Rentals/WH CB
(> New Business
(O Cancellation Due to Shut-Offs

Issue:

cust upset still being bilied for rental- new owner was not
notified before closing and was not listed in p & s..

R&soived Date' | '

06 -a/.zeos: w no AM R |

s back to 8/2004
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Cali Back Request

. Status: Resolvad

Call Information: _ :
Date/Time Call Received: 06/03/2005 03:42 PM
Specialist ' - Linda Murray

Customer Information:
Customer Name;
Customer Phone:
Customer Account Number:
Company:

'@ BSG/NU () NIPSCO O CRS

Reason for Call:
O Guardian Care
O G.C. Service Repairs
C G.C. Technical Questions
@ G.C. Rentals/WH CB
O New Business
 Canceliation Due to Shut-Offs

Issue:

nu rental pv wh instalied 5/7/05 cst had serv tech out on
6/3/05 because he feels that fan is too noisy. Tech totd him
“that he couldn't do anything about the noise because that's
the way it was designed and that the serv tech told him we
have had many complaints about it. He wants a cali back
from a manager to discuss noise situation that cannot be
fixed,

k_ks;te wsn‘ and re;:aoﬁ:e that the f
omer s not-used taany naise: from e:ther heatmg
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Call Back Request

Status: Resolver |
Call Information: '
Date/Time Call Received: 06/07/2005 01:28 PM

Specialist: Loribeth Robinson

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:

Company: ® BSG/NU O NIPSCO (O CRS

Reason for Call:
> Guardian Care
(O G.C. Service Repairs ‘
O G.C. Technical Questions A
@ G.C. Rentais/WH CB ‘
) New Busingss
O Cancellation Due to Shut-Offs

issue:
cust sold properties in nov 2003 and s disputing obligation to
pay for buyout for wh's, offered several suggestions, went
over overdue balance which inciuded gas charges from final
billing-woutd like supervisor to call

| ResoivedDater | 08/14/200504:26 P
- “Resolved BRI P Alex:Petfosino: (o :
| did not receive Good info when he called to final accounts in
41703, seénoteson account, Jex agreed to:cancel rentals back:
to.date of sale'and not bill buyouts. s
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Call Back Request

Status: Resolvel
Caill Information: '

Date/Time Call Received; 06/14/72005 08:52 AM

Specialist: Deana Ramstrom

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

@ BSG/NU O NIPSCO (O CRS

Reason for Call:
3 Guardian Care : :
) G.C. Service Repairs _ =
{3 G.C. Technical Questions
& G.C. Rentais/WH CB
) New Business
) Cancellation Due to Shut-Offs 'i

Issue:
Cust upset that he has been renting wh since 1996 and we
didnt give him the wh. Explained that its not a rent to own
program and gave him several options as weli as expiained all
the benefits of the program. This was not an escalated call.
e is very nice just wants to speak to management re:rental
program today.

.-along to upper:m
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Call Back Request

Status: Rasolvet

Call Information: '

Date/Time Call Received: {06/15/2005 01:36 PM
Specialist: Paui Kady

Customer Information:
Customer Name:
Custamer Phone:
Customer Account Number:
Company:

@ BSG/NU O NIPSCO (O CRS

Reason for Cath ;
) Guardian Care

3 G.C. Service Repairs

O G.C, Techpical Questions

@ G.C. Rentals/WH CB

> New Business

() Cancellation Due to Shut-Offs

Issue:
cst sd sold bldg one yr ago. new owner refused to take over
rental per bsg notes. Billed bo 3/23/05. He claims nfo is resp
and said he doesn't want to pay. 1 adv cst he is resp for bo
because n/o refused. cst doesn't accept.

RURE 05/2012005;12 53 M




Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
Page 75 of 87

Call Back Request

Status: Resolver :

Call Information: . ]

Date/Time Call Recelved: 06/22/2005 12:56 PM
Specialist: Leigh Elliott

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

& BSG/NU O NIPSCO O CRS
Reason for Call:

> Guardian Care

(» G.C. Service Repairs

O G.C. Tachnical Questions

@ G.C. Rentals/WH CB

O New Business

3 Canceliation Due to Shut-Offs

Issue:
cust had orig. requested a new wh rental from us today -
upon plumber arrival it was det. that wh piping there now and
heating system piping is illegal, Alsc, chimney in bad shape,
wiil need liner. (please see notes on acct for more) cust very
upset - on disability and cannot use hw in house or bathroom
~5ays- p&h instild the heating sys there now and
told her that they were subcontracted by us for orig insta
yrs ago. Expld to cust we do our own heating sys installs. i
Cust feels we should be doing more to help her,
spoke to cust again - cust said Fire Depl had been out today '
aiso and agreed piping is incorrect. when I spoke to cust
again entioned that she may want to go to city hall and
see if puiled 2 permit for the criginal job here. Cust
said was on site now, expld te cust that 5
responsible to repair this issue.

Resolved Date: 06/22/2005 03:08 PM
Resoived By: - Alex Petrosino . .o
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Call Back Request

Status: Resofve:
Call Information:
Date/Time Call Received: 12/09/2004 10141 AM
Specialist: Liam Neednham

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number: S
Company: @ BSG/NU O NIPSCO O CRS

Reason for Calil:
() Guardian Care
(U G.C. Service Repairs
 3.C. Technical Questions
& G.C. Rentals/WH CB
) New Business

{7 Cancellation Due to Shut-Offs

Issue:
Custamer renting a conversion burner, Says that no service
tech would touch it & BSG wanted to charge him for svc call.
Wants ¢/b for free, says it's not worth 5 cents to him

3/20640217%

} '-'Resoiut n SR

'spoke to.son. a'greed 0, have tech check put-ch due to: ltS age it
was-instalied-in 1981.. rep tolG hlm we wou$d charge $100 ;f
problem was: na‘c-.Wfth cb -
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Call Back Request

‘Cail Infermation:
Date/Time Call Recejved: £1/12/2005 10:34 AM
Specialist: ' Ryan riodsdon

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

® BSG/NU O NIPSCO O CRS

Reason for Call:
(> Guardian Care
O G.C, Service Repairs
) G.C. Technical Questions
@ G.C. Rentals/WH CB
 New Business
) Canceliation Due to Shut-Offs

Issue:

customer claims she had new heating system installed back in
2000 or 2001. was bilied for cb until 12/2004. cb was picked
up 11/29/04. looking for reimbursement of past rental fees,
does not have any proof of when new system was installed.

/2005 0
yer
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Call Back Request

Call Information: _
Date/Time Call Received: 02/18/2005 10:16 AM
Specialist: Ryan Hodsdon

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company!

BSG/NU O NIPSCO ©) CRS

Reason for Call:
) Guardian Care
O G.C. Service Repairs
% G.C. Technical Questions
® G.C. Rentals/WH CB
7 New Business
O Cancellation Due to Shut-Offs

Issue:
customer claims has cb picked up in october. nc order in
systermn, did pick up wh, customer claims she has cailed
several fimes, doesn’t have any names. wouldn't allow me to
try to straighten things out with her. demanding supervisor
© from beginning of call

Resolved late. SN eznsxzaas 01:10 PM
Re i o Aiex Petrosmo

: equspment'
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Guardiah_ Care

Unspecified Rentals
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Call Back Request

. Status: Resoiver
Call Information:
Date/Time Cal! Received: 12/22/2004 04:03 PM
Specialist: Alex Petrosino

Customer Information:
Customer Name:
- Customer Phone:
Customer Account Number:
Company:

BSG/NU L) NIPSCO O CRS

Reason for Catl:
) Guardian Care
- G.C. Service Repairs
) G.C. Technical Questions
#® G.C. Rentals/WH CB
O New Business
O Cancellation Due to Shut-Offs

Issue:

spoke to rep who refused rental water heater because of her
credit, requested to speak to mgr.

that she ;ﬁa;d over 5 months and one menth aariy new acct i

i nformattan_ hefore rejecting
g { exastmg umt
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Call Back Request

Status: Resclve:
Cal Information:
Date/Time Call Recejved:! 12/28/2004 03:53 PM
Specialist: : Liam Needham

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number: )
Company: #® BSG/NU O NIPSCO OO CRS

Reason for Cail:
O Guardian Care
) .C. Service Repairs
> 5.C. Technical Questions
@ G.C. Rentals/WH CB
5 New Business
O Cancellation Due to Shut-0Offs

Issue:
Customer received call from collection agency about bill for
$192.65. This amount was overdue rental charges from
11/17/03 (see pol adj) transferred from gas acct to separate
acct, Customer had ¢/b & w/h removed shortly thereafter so
monthiy charges were never generated & customer never
recvd statement. Cust insists never had overdue rental
chrages & always paid bill in full on time prior to 11/17/03.
Expind to cust how payments applied to account. Cust feels
she doesn't owe this amount & wants call back.




Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
Page 84 of 87

Call Back Request

Status: Resolver
Cail Information:
Date/Time Call Received: 01/12/2005 01:25 PM
Speciallst; Paul Kady

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

® BSG/NU O C CRs

Reasocn for Call:
> Guardian Care
) G.C. Service Repairs
) G.C. Technical Questions
& G.C. Rentals/WH CB
> New Business
( Canceifation Due to Shut-Qffs

Issue!
cst bought house 12/2000. Claims that rental was never
disciosed to her and she has been disputing it with us, but
there are no notes in her acct. Cst was behind on acct, and
rental and arrears were moved to new ca in 8/2004. Cst has
made no payments on new ca. She claims is not resp for any
of the rental fees, and wants to have them removed, and the
rental contract canceiled. Piz call cst to discuss options.

-Resoivad Bata' 3 . 7 C}GS 11: 49 AM
‘Resoived By' o Aiex Petresma o
Res S
-Ongm

nstai%at:on Was for pr&vmus tenant thmugh Energy USA

The new ‘owner was never notified of the rental and it started
billing:to her in 2002, Advised csrto cangel all charges to the
current pwner and nutify customer of .same. .




Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
Page 85 of 87

Call Back Request

Status: Resolve
Call Information:

Date/Time Call Received: 03/21/2005 11:20 AM
Specialist: : Liam Needham

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company:

@ BSG/NU O NIPSCO ) CRS

Reason for Call:
 Guardian Care
O G.C. Service Repalrs
(b G.C. Technical Questions
@ 5.C. Rentals/WH CB
O New Business
(> Cancellation Due to Shut-Offs

Issye:
is refinacing house for his cousin.

sure which one) about release of SR
. P is requesting o speak to Alex

| 03/31/200512:09°PM
':Aiekr%tﬁcsﬁine ‘



Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
Page 86 of 87

Call Back Request

Status: Resolver

Call Information: : '
Date/Time Call Received:! {5/17/2005 07:40 AM
Specialist: Loribeth Robinson

customer Information:
Customer Name:
Customer Phane:
Customer Account Number:
Company:

& 53SG/NU O NIPSCO O CRS
Reason for Call:

) Guardian Care

O3 G.C. Service Repairs

{) G.C. Technical Guestions

& G.C. Rentals/WH CB

 New Business

Oy Cancellation Due to Shut-Offs

Issue:
cust upsat that buyout was billed to him, said never received
warning of overdue rentais-would like a supervisor to call him




Bay State Gas Company

D.T.E. 05-27

Attachment MOC-04-05 (b) - Revised
Page 87 of 87

Call Back Request

Status: Resolver
Cali Information:
Date/Time Call Received: 06/15/2005 04:02 PM
Specialist! Alex Petrosing

Customer Information:
Customer Name:
Customer Phone:
Customer Account Number:
Company: @ BSG/NU O NIPSCC (O CRS

Reason for Call:
( Guardian Care
5 G.C. Service Repairs
() G.C. Technical Questions
& G.C. Rentals/WH CB
) New Businass
> Cancellation Due to Shut-Offs

Issue:
Customer disagrees with fact that rental is past due because
he pays his gas bill after the cycle cut off nearly every manth,

( explamed he‘;ﬁ St g 'r"‘utme and the: benefzts
of haumg the rentai onasepa ccount Cust. agreed 0 move

recewabi baia_nce fmm renta ._o gas and set up W rental
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Bay State Gas Company
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COMMONWEALTH OF MASSACHUSETTS
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY

RESPONSE OF BAY STATE GAS COMPANY TO THE
SECOND SET OF INFORMATION REQUESTS FROM UWUA LOCAL 273
D.T. E. 05-27

Date: July 16, 2005

Responsible: Stephen H. Bryant, President

UWUA-2-10 Please provide any projections of future growth in the number of Bay
State’s customers made at or around the time of Bay State’s merger with
NiSource. Include all workpapers supporting such projections of
customer growth.

Response:  The Company has been unable to locate any forecast of growth in the
number of customers that was made at or around the time of Bay State’s
merger with NiSource.



COMMONWEALTH OF MASSACHUSETTS
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY

RESPONSE OF BAY STATE GAS COMPANY TO THE
FIRST SET OF INFORMATION REQUESTS FROM THE DEPARTMENT OF ENERGY
RESOURCES
D.T. E. 05-27

Date: July 16, 2005

Responsible: Joseph A. Ferro, Manager Regulatory Policy

DOER 1-8 Assume a PBR adjustment of 1.7% (gas industry price input inflation less
productivity and consumer dividend offsets), please calculate:

a. The Company’s overall rate adjustment assuming that the Company’s
“cast off rates” exclude all “accumulated costs associated with eligible
steel distribution facilities that the Company has already replaced”
(BSG/LRK-1, p. 17).

b. The Company’s overall rate adjustment assuming that the
Company’s “cast off rates” include all “accumulated costs associated
with eligible steel distribution facilities that the Company has already
replaced” (BSG/LRK-1, p. 17).

Response: a. The Company'’s overall annual base rate adjustment excludes any
increase to the component of base rates associated with the accumulated
costs of facilities included in the Steel Infrastructure Replacement ((SIR)
program. Please see Exhibit BSG/JAF-2, at 26, and Schedule JAF-2-8
and JAF-2-9.

b. Please see Attachment DOER-1-8, for an annual base rate adjustment
that includes a PBR rate adjustment to base rates that includes the rate
components, or incremental base rates, reflective of the revenue
requirement on the accumulated costs associated with the SIR program.
The calculation starts with the lllustrative ABRAM calculation presented
in Schedule JAF-2-9, eliminates the subtraction of the hypothetical Year
One SIR incremental rates. Thus, the “cast-off rates” include the SIR
Year One incremental base rates shown in Column C of Schedule JAF-
2-9 (designed to recover an annual revenue requirement of $5,979,860).
After the PBR adjustment is applied to these cast-off rates, the energy
efficiency therm adjustment is applied, and then the Year Two SIR
incremental base rates are added (designed to recover an annual
revenue requirement of $3,400,305). The resulting overall rate
adjustment is greater than the illustrative base rate adjustment filed in
Schedule JAF-2-9 by the Year One SIR incremental base rates times the
PBR percentage adjustments to all the base rate elements.



Also, see response to DTE-3-34 for the SIR program costs included in
the SIR base rate adjustment, which is incorporated into the annual base
rate adjustment.



line

©oo~N OO WNERE

NOTES:

Description

(A)
R-1
Bills
Winter Period Head Block
Winter Period Tail Block
Summer Period Head Block
Summer Period Tail Block

Total R-1

R-2
Bills
Winter Period
Summer Period

Total R-2

R-3
Bills
Winter Period Head Block
Winter Period Tail Block
Summer Period Head Block
Summer Period Tail Block

Total R-3

R-4
Bills
Winter Period Head Block
Summer Period Head Block

Total R-4

oL
Bills
Total OL

G-40
Bills
Winter Period
Summer Period

Total G-40

G-50
Bills
Winter Period
Summer Period

Total G-50

Bay State Gas Company

Annual Base Rate Adjustment Mechanism

Illustrative Calculation

PBR Applied to Base Rates Including SIR Incremental Rates

Previous Year

Current Year

Base Rate

(©)]

$ 12.05
0.2486
0.2003
0.2486
0.2003

$ 6.49
0.1203
0.1203

$ 12.57
0.3306
0.2309
0.3306
0.2309

$ 6.49
0.0736
0.0736

$ 19.73
0.3210
0.3210

$ 19.73
0.2926
0.2926

SIR Base
Rate

©

Base Rate
w/o SIR Rate

(B)-(©)
©)

PBR Adj. % PBR Adj.
1/ Base Rate
(1+E)x (B)
(E) (F)
2.10% $ 12.30
0.32% 0.2494
0.32% 0.2009
0.32% 0.2494
0.32% 0.2009
1.70%
2.10% $ 6.63
0.77% 0.1212
0.77% 0.1212
1.70%
2.10% $ 12.83
1.51% 0.3356
1.51% 0.2344
1.51% 0.3356
1.51% 0.2344
1.70%
2.10% $ 6.63
1.34% 0.0746
1.34% 0.0746
1.70%
1.70% $ 2.73
1.70%
2.10% $ 20.14
1.50% 0.3258
1.50% 0.3258
1.70%
2.10% $ 20.14
1.49% 0.2970
1.49% 0.2970
1.70%

Energy Eff. Adj
% 2/

(©)

0.00%
0.31%
0.93%
0.22%
0.86%

0.00%
0.60%
0.51%

0.00%
0.43%
1.10%
0.32%
0.54%

0.00%
0.71%
0.39%

0.00%

0.00%
0.77%
0.51%

0.00%
0.41%
0.23%

SIR Base
Rate
~A(2nd Yr Sir)

(H)

$ 0.25
0.0053
0.0043
0.0053
0.0043

$ 0.14
0.0025
0.0025

$ 0.26
0.0070
0.0049
0.0070
0.0049

$ 0.14
0.0016
0.0016

$ 0.06

$ 0.42
0.0068
0.0068

$ 0.42
0.0062
0.0062

Total Base Rate
(F) x (1+G) + (H)

0]

12.55
0.2555
0.2071
0.2553
0.2070

6.77
0.1245
0.1243

13.09
0.3440
0.2419
0.3437
0.2406

6.77
0.0767
0.0765

2.79

20.56
0.3351
0.3343

20.56
0.3044
0.3039

1/ For illustrative purposes, using PBR % adjustment of 1.7%, consisting of (1) inflation adjustment of 2.1% & (2) productivity and consumer dividend offset of 0.4%.
2/ Percentages used for illustrative purposes. EE Adj.% = (prior YR Billing Determinants ("BD") / [BD - EE Therms]) - 1.

Witness: J. A. Ferro
D.T.E. 05-27
Attachment DOER-1-8
Page 1

Billing
Determinants

(V]

380,501
1,604,466
1,857,106
1,389,418
1,079,447

20,014
280,669
185,060

2,450,273
98,515,583
86,449,543
27,905,036
13,769,925

216,221
16,977,998
4,165,204

144

200,206
22,497,947
2,713,289

39,908
3,109,876
2,134,110



line

NOTES:

Description

)

G-41
Bills
Winter Period
Summer Period

Total G-41

G-51
Bills
Winter Period
Summer Period

Total G-51

G-42
Bills
Winter Period
Summer Period

Total G-42

G-52
Bills
Winter Period
Summer Period

Total G-52

G-43
Bills
Winter Period
Summer Period
Peak Demand
Offpeak Demand
Total G-43

G-53
Bills
Winter Period
Summer Period
Peak Demand
Offpeak Demand
Total G-53

Bay State Gas Company
Annual Base Rate Adjustment Mechanism

lllustrative Calculation
PBR Applied to Base Rates Including SIR Incremental Rates

Previous Year

Current Year

Base Rate

(©)]

$ 67.51
0.1994
0.1263

$ 67.51
0.1843
0.0858

$ 221.22
0.1863
0.0808

$ 221.22
0.1747
0.0682

$ 81115
0.0526
0.0201
2.1593
0.6721

$ 81115
0.0526
0.0201
2.1593
0.6721

SIR Base Base Rate  PBR Adj. %
Rate w/o SIR Rate 1/
(B)-©
© (D) (B)
D
2.10%
E 1.55%
1.55%
L 1.70%
E
2.10%
T 1.52%
1.52%
E 1.70%
T 2.10%
1.61%
O 1.61%
1.70%
|
2.10%
N 1.62%
1.62%
C 1.70%
L
2.10%
u 1.65%
1.65%
D 1.65%
1.65%
E 1.70%
S 2.10%
1.66%
| 1.66%
1.66%
R 1.66%
1.70%

(

$

PBR Ad].
Base Rate
1+E)x (B)

F

68.93
0.2025
0.1283

68.93
0.1871
0.0871

225.87
0.1893
0.0821

225.87
0.1775
0.0693

828.18
0.0535
0.0204
2.1950
0.6832

828.18
0.0535
0.0204
2.1950
0.6832

Energy Eff. Adj
% 2/

(©)

0.00%
1.12%
1.24%

0.00%
0.98%
0.72%

0.00%
0.00%
0.00%

0.00%
0.00%
0.00%

0.00%
0.00%
0.00%
0.00%
0.00%

0.00%
0.00%
0.00%
0.00%
0.00%

SIR Base
Rate

~A(2nd Yr Sir)

$

(H)

1.43
0.0042
0.0027

1.43
0.0038
0.0018

4.68
0.0040
0.0017

4.68
0.0037
0.0015

17.15
0.0011
0.0005
0.0005
0.0005

17.15
0.0011
0.0005
0.0005
0.0005

Total Base Rate
(F) x (1+G) + (H)

0]

70.36
0.2090
0.1326

70.36
0.1927
0.0895

230.55
0.1933
0.0838

230.55
0.1812
0.0708

845.33
0.0546
0.0209
2.1955
0.6837

845.33
0.0546
0.0209
2.1955
0.6837

1/ For illustrative purposes, using PBR % adjustment of 1.7%, consisting of (1) inflation adjustment of 2.1% & (2) productivity and consumer dividend offset of 0.4%.
2/ Percentages used for illustrative purposes. EE Adj.% = (prior YR Billing Determinants ("BD") / [BD - EE Therms]) - 1.

Witness: J. A. Ferro
D.T.E. 05-27
Attachment DOER-1-8
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Billing
Determinants

(V]

56,195
46,519,987
7,640,605

21,073
12,740,904
8,628,479

7,432
36,806,379
7,329,027

2,989
14,756,628
10,748,640

181
7,211,204
2,256,827

342,526
103,257

799
28,655,953
25,566,274

1,388,815
1,184,822
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